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Service Description

Custom Development Service

Subject to the respective Order Form, SAP is offering certain Custom
Development Services to design and develop individual, Licensee specific
functionality by extending and enhancing Licensee´s Base Software based
on a mutually agreed description of the work.

, SAP 

, 

.

1. Definitions 1. 

“Acceptance Test” is the basis for the acceptance of the Features as
defined in section 3 below.

» –  
 3.

“Acceptance Test Procedures” or “ATP” means test programs and
scenarios for acceptance testing in accordance with section 3 below.

» ( ») – 

 3.

“Base Software” means the release, version and/or support pack level of
one or more SAP Software components defined in the Scope Document
upon which the installation and use of the Features depends/operates.
Base Software is not licensed under Custom Development Services and
must be acquired separately.

» – , 
 SAP,

. 
, 

.

“Business Requirements” means the Licensee´s business requirements
as set out in the Solution Proposal.

» – ,
.

“Custom Development Services” means services agreed by the parties
under the respective Order Form, and described in the relevant Scope
Document. The services may contain a mutually agreed description of the
work (Specification/Product Backlog, as defined below), custom-made
Features, and their documentation, as the case may be.

» – , 

. 
 ( ,

), , 
.

“Features” means the SAP Software functionality to be developed and
provided as part of the Custom Development Services hereunder.
Features are Deliverables.

» – 
SAP, 

.
.

“Product Backlog” is the description of work for projects carried out
following the SAP Custom Development Methodology Scrum Lifecycle.It
consists of the Product Backlog Items. The final version of the Product
Backlog contains the sole technical and legally binding description of the
Features. The final version of the Product Backlog is the basis for the
Acceptance Tests of the Features. The Product Backlog is a Deliverable.

» – ,
 SAP Custom Development –

 Scrum. 
. 

. 
. 

.

“Product Backlog Item” consists of the Licensee’s requirements to be
realized as Features by SAP, and their respective functional description,
as well as the mutually agreed priorities, acceptance criteria, and status of
completion of the Features to be provided.

»
,  SAP , 

, 
, 

.

“SAP Custom Development Methodology Scrum Lifecycle” means an
iterative and incremental agile project management method, according to
which the Licensee’s requirements are realized successively as Features
within Sprints.

 SAP Custom Development – 
 Scrum» – 

, 
.

“SAP Custom Development Methodology Waterfall Lifecycle” means
a sequential project management method, according to which the
Licensee’s requirements are realized consecutively as Features through
the phases of the project lifecycle.

 SAP Custom Development – 
» – , 

.

“Solution Proposal” contains the description of Licensee’s Business
Requirements and a high level solution overview.

»
.

“Specification” is the description of work for projects carried out following
the SAP Custom Development Methodology Waterfall Lifecycle. It contains
the sole technical and legally binding description of the Features. The
Specification is the basis for the Acceptance Tests of the Features. The
Specification is a Deliverable.

» – , 
 SAP Custom Development – 

. 
. 

. 
.

“Sprint” means a set period of time during which specific work has to be
completed and made ready for review.

» – , 

.
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2. SAP Custom Development Methodology 2.  SAP Custom Development

SAP will provide Custom Development Services applying one of its
Custom Development Methodology Lifecycles described below. The
applicable Custom Development Methodology will be stated in the
respective Scope Document.

SAP , 

, . 

.

2.1 SAP Custom Development Methodology Waterfall Lifecycle 2.1  SAP Custom Development – 

2.1.1 To begin with, SAP and the Licensee will onboard their project
resources, and set up their project administration and logistics.

2.1.1  SAP 

.

2.1.2 Then, in the next step, SAP will either: 2.1.2  SAP :

 Write the Specification based on the Business
Requirements as set out in the Solution Proposal, if
there is no Specification available. The Specification will
have to be formally accepted by the Licensee in written
form according to section 3 below. After acceptance by
Licensee, SAP will start the development phase based
on this Specification;

, 
,

. 

 3 . 
 SAP 

.

or

 Start directly with the development phase, if the
Specification is already available. In this case, the
Specification will be attached to the Scope Document as
Annex 1.

, 
. 

 1.

2.1.3 During the development phase and until the Deliverables have
been fully and finally accepted, both parties may request
changes in writing to the Custom Development Services, in
accordance with the Change Request procedure defined in
section 4 below.

2.1.3 

, 
 4 .

2.1.4 Upon completion of the Features, an integration test of all
developed Features will be executed by SAP, based on test
cases provided by Licensee.

2.1.4  SAP 

, ,
.

2.1.5 After SAP has completed the integration test, SAP will make
available the Features in Licensee’s system landscape or on
the SAP Service Marketplace for download, as the case may
be. Upon declaration of development readiness of the
Features, the period for conducting Acceptance Tests begins.

2.1.5  SAP

 SAP Service Marketplace, 
. 

.

2.2  SAP Custom Development Methodology Scrum Lifecycle 2.2  SAP Custom Development – 
 Scrum

2.2.1 SAP and the Licensee will onboard their project resources,
and set up their project administration and logistics.

2.1.1 SAP 

.

2.2.2 Moreover, SAP will designate a product owner (“Product
Owner”) as the first contact person to discuss Licensee’s
requirements and their priorities. The Product Owner will be
responsible for managing the Product Backlog, and for
assigning the final priorities taking into account Licensee’s
business needs, the technical feasibility, and the
dependencies.

2.2.2 , SAP , 
 (« »), 

. 

-
, 

.

2.2.3 Then, in the next step, SAP will either: 2.2.3  SAP :

 Assemble the first version of the Product Backlog based
on the Business Requirements as described in the Solution
Proposal, if there is no first version of the Product Backlog
available. The first version of the Product Backlog will have to
be formally accepted by the Licensee in written form in
accordance with section 3 below. After acceptance by
Licensee, the first Sprint will start;

, 
, 

. 

 3 . 
;
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or

 Start directly with the first Sprint, if the first version of the
Product Backlog is already available. In this case, the
first version of the Product Backlog will be attached to
the Scope Document as Annex 1.

, . 

 1.

2.2.4 At the beginning of each Sprint, SAP will conduct a planning
meeting to decide which Product Backlog Items will be
elaborated and realized as Features by SAP in the Sprint. The
respective Product Backlog Items will have to be sufficiently
detailed to enable SAP to develop the Features. At the end of
each Sprint, a review meeting will take place in which SAP will
present to the Licensee the Features that have been
developed during the Sprint. During the review meeting,
Licensee will confirm the completed Product Backlog Items.
Confirmed Product Backlog Items will move to status
“completed” in the next version of the Product Backlog. Any
changes to such completed Product Backlog Items will have to
be subject to section 2.2.5 below. As far as a Product Backlog
Item is not confirmed, the status will remain “in progress“.
Licensee’s confirmation must be based on the item description
and on the corresponding acceptance criteria. SAP will
prepare minutes of the sprint review meeting, reflecting
objections to the demonstrated Features by Licensee, if any.
SAP will send the sprint review meeting minutes to the
Licensee via email, and the Licensee will consent to or object
to the minutes also via email without delay. Necessary
adjustments to the Features will be taken into the next Sprints.

2.2.4  SAP 
, , 

. 

, . 
, 

 SAP ,
. 

. 

 « ». 

 2.2.5 .
, 

 « ». 
, 

. SAP 
, 

, . SAP 
, 

, 
. 

.

2.2.5 The Licensee can request changes to the Product Backlog
Items at any time, except during the Sprint where the
respective Product Backlog Items are realized.

2.2.5 
, 

, 
.

 In case the sum of all the changes required by Licensee
has an impact on the total project effort and project
price, SAP will require Licensee to request a change
through the Change Request procedure defined in
section 4 below.

, 

, SAP 

,  4
.

 If changes required by Licensee are neutral in effort and
do not impact the project price, the following procedure
applies.

, , 

, .

SAP will investigate the possibilities of making the changes
and inform Licensee accordingly.

SAP 
.

In case of an affirmative response, and if SAP agrees to, SAP
will create a new version of the Product Backlog and will
submit it to Licensee’s project lead via email for review and
declaration of consent. Licensee’s project lead will inform
SAP´s project lead without delay via email about receipt of the
new version of the Product Backlog.

 SAP  SAP 
, 

.

 SAP 
.

If Licensee consents or does not object via email to the new
version of the Product Backlog within a period of 5 working
days, the new version of the Product Backlog will be deemed
confirmed by Licensee, and it will be legally binding upon the
parties, superseding all previous versions.

 5 

, 

,
.

If Licensee suggests modifications to the new version of the
Product Backlog via email within the 5 working days period of
time, SAP will also have a period of 5 working days to review
Licensee’s proposed modifications. Granted that they are
reasonable and feasible, and based on SAP’s own decision,
SAP will include the proposed modifications in the new version
of the Product Backlog and will submit it to Licensee. This new
version of the Product Backlog will be deemed confirmed by

 5 

, SAP  5
.

 SAP 

SAP 
. 
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Licensee, and it will be legally binding upon the parties,
superseding all previous versions of the Product Backlog,
unless Licensee objects to it within a period of 1 working day. , 

,
 1

.

2.2.6 For clarification purposes only, it is here stated: (i) that the
content of an already agreed version of the Product Backlog
can only be changed in case of an agreement between the
parties, and (ii) that in case of contradiction between agreed
versions of the Product Backlog, the most recent version will
prevail over the others.

2.2.6 : (i) 

; (ii) 

.

2.2.7 The last confirmed version of the Product Backlog will
constitute the final version of the Product Backlog. It is the
only contractually binding description of the Features and it will
be the basis for the acceptance of the Features by Licensee.

2.2.7 

. 

.

2.2.8 Upon completion of the Features, an integration test of all
developed Features will be executed by SAP, based on test
cases provided by Licensee.

2.2.8  SAP 

, ,
.

2.2.9 After SAP has completed the integration test, SAP will make
available the Features in Licensee’s system landscape or on
the SAP Service Marketplace for download, as the case may
be. Upon declaration of development readiness of the
Features, the period for conducting Acceptance Tests begins.

2.2.9  SAP

 SAP Service Marketplace, 
. 

.

3. Tests and Acceptance 3. 

3.1 All Deliverables will be subject to acceptance by Licensee. 3.1 .

3.2 SAP can require from Licensee a completed acceptance
protocol provided by SAP for all Deliverables (particularly the
Specification/the first version of the Product Backlog, and the
Features) that are able to be accepted unless Licensee rejects
such Deliverables in accordance with section 3.4 or 3.8 below.

3.2 SAP 
,

 SAP,  (

), , 

,  3.4  3.8 .

3.3 For individual milestones, and where a Deliverable can be
separated into discrete parts, SAP can request acceptance for
part-completed Deliverables. In this case, the acceptance of the
last part of the Deliverable is deemed to constitute the final
acceptance of the entire Deliverable.

3.3 , 
, SAP 

. 

.

3.4 SAP shall provide the Deliverables for acceptance in the
language, form and format specified in the Scope Document.

3.4 SAP ,
, 

.

3.5 Licensee shall declare acceptance of the Specification/the first
version of the Product Backlog, if it is materially consistent with
the Business Requirements and is free of any Material Defects.
The Specification/the first version of the Product Backlog is
deemed to be accepted if Licensee does not report in writing any
material inconsistency with the Business Requirements or any
Material Defects within 10 days after provision of the
Specification/the first version of the Product Backlog for
acceptance. Licensee shall not unreasonably withhold, delay, or
refuse the acceptance of the Specification/the first version of the
Product Backlog in case of only immaterial defects.

3.5 
, 

.

, 
-

 10 

. 

.

3.6 The parties shall develop and agree on Acceptance Test
Procedures for the acceptance of the Features. Acceptance Test
Procedures for other Deliverables may be agreed upon by the
parties.

3.6 
. 

.

3.7 The period for conducting Acceptance Tests for the Features
begins when SAP informs the Licensee that the Features are
available: (i) for electronic download on the SAP Service
Marketplace; or (ii) on Licensee’s system landscape. Licensee

3.7 
 SAP 

:(i) 
SAP Service Marketplace;  (ii) 
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shall commence the Acceptance Test Procedure without delay
once informed.

. 

.

3.8 If the Acceptance Tests prove to be successful, Licensee will
promptly declare acceptance of the Features (or part of them) by
submitting to SAP a completed acceptance protocol provided by
SAP. The Acceptance Tests shall be deemed successful if the
Features substantially comply with the Specification/the final
version of the Product Backlog and are free of any Material
Defects.

3.8 
 ( ),

 SAP ,
 SAP. 

, 

.

3.9 In case it is revealed in the course of the Acceptance Tests that
the Features do not substantially comply with the
Specification/the final version of the Product Backlog, and/or are
not free of Material Defects, Licensee may refuse to declare
acceptance and shall grant SAP an additional period of time to
eliminate deviations from the Specification/the final version of
the Product Backlog and/or Material Defects. The identification
of any failure to meet the above criteria must include a precise
description of the problem, and all relevant information that is
reasonably required by SAP in order to rework the Features.
After expiry of this additional period of time, the ATP shall be
repeated (“first repeat test”). If the first repeat test still reveals
Material Defects and/or deviations from the Specification/the
final version of the Product Backlog which legitimate the refusal
of the acceptance, then second and third repeat tests shall be
carried out on the same basis as the first repeat test. If the
Features fail the third repeat test, Licensee is entitled to the
rights stated in the One Service General Terms and Conditions.
Licensee shall not unreasonably withhold, delay, or refuse the
acceptance of the Features in case of only immaterial defects.

3.9 , 

,
 SAP

.

, 
SAP . 

 («
»). 

, 
, 

,  .  
, 

, 
 One Service. 

.

3.10 The Features are deemed to be accepted on the earliest of the
following to occur: (i) if Licensee does not report in writing or use
SAP’s support infrastructure to report any Material Defects
and/or deviations from the Specification/the final version of the
Product Backlog within 20 days after Licensee has been
informed to commence the ATP; (ii) if Licensee starts the
implementation of the Features; or (iii) if Licensee sets the
Features into productive use.

3.10 
: (i) 

20 , 
, 

 (
 SAP ); (ii) 

,  (iii) 
.

4. Change Request Procedure 4. 

4.1 Until the Deliverables have been fully and finally accepted, both
parties can request changes to the Custom Development
Services (herein: “Change Request”).

4.1 

 (  – «
»).

4.2 Any request for change made by the Licensee or SAP must be
in writing and in the format as agreed in the Change Request
form attached to the One Service Order Form.

4.2  SAP 

, 
 One Service.

4.3 Upon receipt of a Change Request from the Licensee, SAP will
investigate the possibilities of making the change and inform the
Licensee accordingly within a reasonable period of time.

4.3 , SAP 

.

 In  case  of  an  affirmative  response,  SAP  will  provide  the
Licensee with a change offer specifying the effects of the
change on compensation, timing, and other parts of the
Custom Development Services. Licensee must inform
SAP in writing within the next 5 working days if the change
offer is accepted. If after presentation of the change offer
by SAP no agreement is reached between the parties
within a period of 2 weeks, SAP will continue to perform
the Custom Development Services as initially agreed.

 SAP 
, 

, 
, 

. 
 5 

 SAP , 
.  2 

 SAP 
, SAP 

.
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 If SAP is unable to issue a change offer, SAP will continue
to perform the Custom Development Services as initially
agreed.

 SAP 
, SAP 

.

4.4 Time schedules contained in the Scope Document shall be
adjusted taking into account the period during which SAP
investigates the possibilities of the requested change, prepares
a change offer, or negotiates with the Licensee regarding the
commercial and contractual aspects of the change.

4.4 , ,
, 

 SAP 
, 

.

4.5 If the investigation of a Change Request itself requires
substantial work, SAP is entitled to bill separately for that work.

4.5 
, SAP 

.

4.6 If SAP submits a Change Request, Licensee must notify SAP in
writing within 10 working days whether it accepts the change or
not.

4.6  SAP , 
 10 

SAP , .

5. Project Roles 5. 

Each party shall designate a project manager to co-operate reasonably
with each other with the aim of completing the Deliverables described in
the Scope Document. The project managers from each party are
responsible to create a mutually agreed project plan, manage their project
resources and check the progress of the Custom Development Services.

, 

, .

, 

.

If the project requires high level of governance and/or project
administration, each party shall designate suitable representatives to serve
on a steering committee. The steering committee shall meet at regular
defined intervals to discuss the project progress and resolve any issues
arising during the project that cannot be resolved through consultation of
the teams.

, 
.

, 
, 

.

Each party may name a member of its executive management to be an
executive sponsor who shall assume overall responsibility for the steering
of the project.

, 
.

6. Licensee’s Responsibilities 6. 

Licensee shall be responsible for: :

 Holding a license (under the License Agreement) for the
required Base Software, as stated in the Scope Document.
Licensee shall install the Base Software in the development
environment:

 ( ) 
, 

. 
:

(1) at project start, if the Custom Development Services are to be provided
in Licensee’s system landscape;

(1) , 

, 

(2) in advance of the delivery of the Features, if the Custom Development
Services are to be provided on a system landscape provided by SAP.

(2) , 
,

 SAP.

 Designating appropriate Licensee project team members to
actively carry out the following activities including but not limited
to: , :

- Participating in workshops to clarify the Licensee’s
requirements

- -

- Creating business process descriptions - 

- Reviewing  the documents decided by the parties - , 

- Examining and accepting the Specification/the first version
of the Product Backlog

- 

- Reviewing and confirming subsequent versions of the
Product Backlog (if applicable)

- 
 ( )

- Provisioning test data and test cases for use in SAP’s
integration test and Licensee’s Acceptance Tests

- 

 SAP 
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- Planning and executing the Acceptance Tests - 

- Accepting the Features - 

- Installing the Features - 

- Participating in Licensee’s/SAP’s development team
meetings and conference calls, in particular, and as
applicable, in sprint review meetings or software
demonstrations

- 
/SAP, , 

, 

- Providing SAP with information concerning applicable
Licensee’s requirements and procedures for its area of
business as necessary for the development of the Features

-  SAP , 
, 

, 
.

 Ensuring that Licensee’s project manager and project team
members are qualified for their functions and that they have or
will acquire sufficient knowledge of SAP Software to accomplish
their activities efficiently.

 (
) 

SAP, 

 Setting up and administrating an appropriate system landscape
for development, test, and operation of the Features, as needed. , 

.

7. General 7. 

7.1 If SAP considers that a material response or action required
from Licensee is delayed to a point that the project Deliverables’
schedule is being negatively impacted or cannot reasonably be
met due to such delay, SAP will promptly inform the Licensee in
writing. Licensee shall then either: (i) immediately respond; (ii)
take the required action; or (iii) request a suspension of the
project or of the Custom Development Services concerned,
provided that Licensee assumes any additional costs associated
with such suspension on the basis of the then current SAP
prices and rates. In connection with any notice provided by SAP
pursuant to this section, Licensee agrees to respond to it in
writing within 24 hours after having received it from SAP. Should
Licensee not respond within 24 hours, the overall Project
timeline will be extended, at minimum, by the time associated
with Licensee’s delay.

7.1  SAP , 
,

, SAP

. 
: (i) , (ii) 

 (iii) 

, 
,

, 
 SAP.  SAP

24  SAP. 
 24 , 

.

7.2 The SAP employees assigned for the Custom Development
Services will be under the direction of SAP and will be located at
SAP sites. Travel of SAP employees shall be agreed upon
between the parties as deemed necessary.

7.2  SAP, 
,

 SAP  SAP.
 SAP 

.

7.3 Licensee acknowledges and agrees that SAP’s ability to provide
the Custom Development Services specified in the respective
Order Form depend upon contributions to be provided by
Licensee. Licensee acknowledges being responsible: (i) if
Licensee (or any third parties acting on Licensee’s behalf) fails
to provide any material contribution that is necessary for SAP to
perform the Custom Development Services; (ii) if the project is
delayed due to Licensee’s (or any third parties acting on
Licensee’s behalf) failure to provide on time any material
contribution that is necessary for SAP to perform the Custom
Development Services; and/or (iii) of any contribution provided
by Licensee (or any third parties acting on Licensee’s behalf).

7.3 , 
SAP ,

, 
. 

: (i)
 (

) ,  SAP
; (ii)

 (
) ,
 SAP 

;  (iii) 
 (

).

7.4 If information or documentation contributed by the Licensee
proves to be incorrect, incomplete, ambiguous, or cannot be
followed from an objective point of view, Licensee will
immediately (particularly after being requested by SAP) make
the necessary corrections and/or supplements. Licensee will,

7.4 , 
, , ,

, 
 ( , 

 SAP) 
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upon receipt of notice from SAP, also immediately eliminate
defects on system components contributed to or caused by the
Licensee.

. 
 SAP

, 
.

8. Support 8. 

Support for the Features provided under the Custom Development
Services subject to the respective Order Form can be offered under a
separate Service (“Custom Development Support Service”).

, 
, 

,  («
»).


